
comments is electronically forwarded to AT&T for CLCS entry and appropriate documentation 
and follow-up. 

Any complaints directly related to CA performance are routed to a center Associate Manager 
who is required to meet with the individual CA within seventy-two hours of receipt of the 
complaint. Additional CA training is then scheduled if appropriate. 

Complaints or inquiries related to technical or billing issues are not subject to a specific deadline 
since technical research or follow-up with other entities may be necessary. However, timely 
resolution of these items is still required and monitored by VDDHH. In addition, the Virginia 
State Corporation Commission is available to assist VDDHH with billing issues related to phone 
companies under their jurisdiction. 

Copies of all CICS entries are maintained by VDDHH and reconciled to the monthly CICS 
report summary provided by AT&T. VDDHH staff members immediately investigate any 
complaints not indicating resolution during the month in question. Since June of 2000, any 
CICS entry related to an alleged violation of FCC TRS standards or of more stringent Virginia 
contract requirements is identified and tiled separately. This allows for a clear annual 
accounting o f  specific complaints related to FCC or state contract requirements. These 
complaints are also noted in the annual submission o f  our FCC Complaint Log. All CICS entries 
and monthly reports are retained by VDDHH for a minimum of five years. 

Discussion of Consumer Complaints 

For the current FCC reporting period, 525 customer contacts were received and reported through 
CICS. Of this number, only 10, or approximately 2% of total contacts were identified as 
complaints. Of these 10 complaints, 3 were identified as alleged violations of thc federal 
minimum standards. A breakdown of the FCC reportable complaints appears below. 

Alleged Violations of the Federal Minimum Standards 

Transparency 
Confidentiality 
Verbatim Relay of Call by CA 
I n  Call Replacement 
Answer Speed (Waiting Time) 
CA Typing Skills 

0 
0 
7 

0 
0 
1 

- 

Number of Days for Resolution of Federal Minimum Standards Complaints 



More information on each of the above reportable complaints is presented in the Annual 
Consumer Complaints Summary that begins on page I O  of this document. 

The remaining 7 complaints were considered as personal call preferences, misunderstandings by 
the customer of relay protocols, or a perceived negative attitude or manner of the CA. Included 
was one complaint regarding the billing rate for an international relay call. A majority of the 
complaints were addressed in a 24-hour period and required minimal follow-up by VDDHH. 

CapTelTM Relay Services 

After an extremely successhl twenty one-month trial of the service, Virginia began offering 
CapTel as an on-going part of VA Relay on April 1, 2004. While our contract for traditional 
relay services is with AT&T, Virginia established a separate contract for CapTel services with 
Sprint Relay. The CapTel call center is operated by Ultratec, Incorporated in Madison, 
Wisconsin. In accordance with FCC standards, CapTel services became 7-1-1 accessible in 
Virginia for hearing callers on August I ,  2004. 

Virginia CapTel users can also provide comments on services through three basic avenues. 
Feedback is received directly by SprinWltratec, directly by VDDHH, or indirectly through the 
VA Relay Advisory Council and the statewide VDDHH Outreach network. 

Receipt of Consumer Comments and Methodology 

SprintiUltratec receives CapTel user comments directly through: 

CapTel National Website 5 

Virginia CapTel Account 
Consumer Correspondence 

CapTel Customer Service Line 1-800-482-2424 (TTY) 1-877-243-2823 (Voice) 
CapTel Customer Service Email :;,ervi 

VDDHH receives CapTel user comments directly through: 



VA Relay Website, 
VDDHH Customer 

Consumer Correspondence 

VDDHH receives CapTel user comments indirectly through: 

VDDHH Toll-Free Customer Service Number 1-800-552-791 7 (TTYNoice) 
On-line Relay Consumer fnput Form . .  

VDDHH Public Meetings and Regional Consumer Forums 

The VA Relay Advisory Council whose members represent consumer organizations or 
specific types of relay users 
The VDDHH Statewide Outreach Network composed of staff and contractors who are 
knowledgeable of VA Relay, its operations and services. 

In addition to these three basic avenues, VDDHH has worked out an agreement with AT&T that 
any CapTel user comments received at the Customer Care Desk at the VA Relay center will be 
accepted and immediately forwarded to VDDHH for follow-up with Sprint. 

All CapTel user comments are provided to VDDHH by Sprint on a monthly basis. Any 
complaint that is not resolved within the reporting period is then documented and investigated by 
VDDHH staff. 

Discussion of CapTel Consumer Complaints 

A total of 29 complaints were received on the enhanced Voice Carry Over service during the 
current reporting period, the majority of which were technical in nature. Four of the complaints 
were considered alleged violations of FCC standards, all related to Typing Speed or Accuracy. 
This represents a slight improvement over the previous reporting period. The remaining 
complaints were satisfactorily resolved by CapTel Customer Service Representatives. A 
breakdown of the FCC reportable complaints follows. 



Alleged Violations of the Federal Minimum Standards 

Transparency 
Confidentiality 
Verbatim Relay of Call (Accuracy) 
In Call Rcplaccmcnt 
Answcr Speed (Waiting Timc) 
Typing Speed 

~ ~~ 

(1 
0 
3 
0 
0 
I 

Number of Days for Resolution of Federal Minimum Standards Complaints 

I Same I 1 day I 2-5 16-10 1 11-20 121-45 

More information on each of the above reportable complaints is presented in the annual Virginia 
CapTel Customer Contact Talky that appears near the end of this document. 

lnternet Relay Fraud 

Although internet relay fraud is not considered a reportable item by the FCC for purposes of this 
Log, the continued misuse of internet-initiated relay calls was the concern most often expressed 
to VDDHH and VA Relay staff during the past twelve months. Although relay providers contend 
they have implemented sufficient controls to prevent these calls, from our perspective, the 
problem persists. 

The reputation and effectiveness of all state relay programs continues to be damaged by the 
presence of fraudulent internet-initiated relay calls. A single associated article or comment in the 
media, such as the NBC reports late last year, can negate months of positive education and 
outreach efforts by a state program. 

While we applaud the FCC’s recent efforts to reduce this problem, including its May 4,2007 
Public Notice, we do not believe it to he enough. Additional outreach and educational efforts are 
indicated to dispel the business community’s perception that every relay call they receive is 
suspect. 



Carrier of Choice - Billing of VoIP Relay Calls 

An emerging concern related to Carrier of Choice for relay users is the growing popularity of 
internet-based long distance providers. In many cases, these new providers offer low or no cost 
long distance services to their customers, including relay users. Unfortunately, billing 
agreements are not currently established with these new companies and relay providers may not 
be able to readily process an associated long distance call. As a result, relay callers with VoJP 
telecom service are finding that their selected long distance company cannot be used to bill a toll 
call. In order to complete the call, the relay caller is required to identify an alternate provider or 
accept the billing rate of the relay provider. In either case, the relay caller is subject to a separate 
monthly bill for a service that may be at no cost under their existing or primary long distance 
plan. 

As a result of the FCC’s recent decision to extend the accessibility and usability requirements of 
Section 255 of the Communications Act to VoIP service providers, including contribution into 
the Interstate Telecommunications Relay Services (TRS) Fund and connection to relay service 
users via 71 1, we hope that VoIP providers and their employees will become more aware of 
relay services in general. We encourage the FCC to consider reminding VoJP providers of the 
importance of establishing billing agreements with traditional relay providers. We will continue 
to monitor this issue closely during the 2007-2008 reporting period. 

Proliferation of Personal Numbers for IP Relay Users 

Recently, selected internet relay providers began offering the option of personal relay numbers 
for their customers. These personal numbers are a creative use of telecomm and internet-based 
relay features for the internet relay user to automatically receive their relay calls. Most ofthe 
personal numbers are automatically routed to text pagers, providing receipt of internet relay calls 
regardless of location. Unfortunately, the use of this new service by a portion of the general 
public is causing an unintended effect on traditional relay centers. 

In the past few weeks, we have received numerous reports of individuals dialing 7-1-1 prior to 
entry of the personal toll free number of the text user they are calling. This incorrect procedure 
is resulting in the connection of two separate relay operators (one in a relay center, the other in 
an internet relay center) to complete a single relay call. In many cases, this use of two relay 
operators is not discovered by the traditional relay operator until the conclusion of the call. This 
situation results in the billing of double the relay minutes, costs shared by both the state and the 
TRS fund depending upon if the call is intrastate or interstate in nature. It is believed this 
problem can be contributed to the lack of consistency in the identification of the internet relay 
company or the operator number when a call is received from a hearing party, in this case a 
traditional relay operator. 



VA Relay 

Annual Consumer Complaints Summary 
& Summary of All Consumer Feedback 

June I ,  2006 - May 31, 2007 



June 2006 

Voice June 8, 2006 
The customer complained the CA did not follow instructions. 
Category: Attitude and Manner 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would 
follow up accordingly. 
Contact Closed: June 12, 2006 

FCC: N/A 

TTY June 13,2006 
The customer conipkdined the CA did not type clearly. 
Category: Typing SkilliSpeed 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow 
up accordingly. 
Contact Closed: June 14,2006 
FCC: Typing Issue 

July 2006 

TTY July 4,2006 
The customer complained the CA did not help with hisiher request. 
Category: Attitude and Manner 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow 
up accordingly. 
Contact Closed: July 4, 2006 
FCC: NIA 

Voice July 17,2006 
The customer complained the CA did not follow instructions. 
Category: Attitude and Manner 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow 
up accordingly. 
Contact Closed: July 21,2006 
FCC: NIA 

August 2006 



TTY iiugust 27,2006 
The customer complained that during the call the CA did not respond and the call disconnected. 
Category: Other (Equip) 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the information had been 
forwarded to the technical team for review. 
Contact Closed: August 28,2006 
FCC: NJA 

September 2006 

No complaints received. 

October 2006 

No complaints received. 

November 2006 

TTY November 30,2006 
The customer complained the CA had not relayed the call verbatim. 
Category: Other (CAIOPR) 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow 
up accordingly. 
Contact Closed: November 30,2006 
FCC: Verbatim 

December 2006 

No complaints received 

Januarv 2007 

TTY January 30,2007 
The customer complained that heishe could not bill an International call to hisiher preferred carrier of 
choice. 
Category: Billing Rate 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer that hisiher information would 



be referred to the appropriate department for review. 
Contact Closed: January 30,2007 
FCC: NIA 

Februarv 2007 

No complaints received 

March 2007 

No complaints received. 

April 2007 

TTY April 9,2007 
The customer complained the CA had not relayed the call verbatim. 
Category: Other (CNOPR) 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow 
up accordingly. 
Contact Closed: April LO, 2007 
FCC: Verbatim 

Mav 2007 

TTY May 2,2007 
The customer complained the CA did not follow proper procedures during an HCO call. 
Category: Other (CNOPR) 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager would follow 
up accordingly. 
Contact Closed: May 2,2007 
FCC: N/A 

Voice May 14,2007 
The customer complained the noise level within the center was too loud. 
Category: Other (Misc) 
Escalation: Received by the Virginia Relay Center and handled by the same. 
Resolution: Apologized for the inconvenience, and assured the customer that Management would follow 
up accordingly. 
Contact Closed: May 14,2007 
FCC: NIA 





Summary of All VA Relay User Feedback 
. . . . . .  . . . . . . . . . . . . . . . . . . . . . . . . . .  . . . . . . . . . . . . . . . . . . . . . . . . . . . . . .  

. ..... ... ........... ................... ........... VOiCe~~... ................. i_ ........... 
i. - 

June 1,2006-May31,2007 
.. I TTY : Total ~ 

;I. Commendations 
' CNOPR 1~~ .- Related ......... -- ............ . . ..-..I .... .L... 53 i !~ 68 . . . .  : .............. 121 
I i RelayiOSD Related 

....... .... .................... i 

i 

, , .......... !... . . . . . . . . .  .__ 

........... ...... .. 4 I 4  8 ...................... .. ........... ......... .:.. . . . . . . . . . . . .  

!Total InouirieslCnmments I 278 I in8 I 3x6 I 



Coinnionwcidth of Virginia 
Stale Certiiimtion Renewal 

Octohcr 2007 

Enhanced Voice Carry Over b y  Jllrotec 

Annual Consumer Complaints Log 

June 1,2006 - May 31,2007 

Page41 I of I 52  



Coininonwcnlth of Virginia 
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Date of 
Complaint 
04104107 

- -. 
Complaint Trackingor - VA (06~01~006~0f .- -. - 

T' , 

Nature of Complaint Dale of 

Accuracy of captions 04/04/07 
Resolution 

03/21/07 I Accuracy of captms 03/21/07 

03/05/07 Service - General 

03/05/07 Service - General 

03105107 Service -General 

03/05/07 Service ~ General 

03/05/07 Service - General 

03/05/07 Service - General 

03/05/07 Service ~ General 

03/05/07 Service. General 

1/2007). Total Customer Contacts: 29 

03/05/07 

03/05/07 

03/05/07 

03/05/07 

03/05/07 

03105107 

03/05/07 

03/05/07 

Explanation of Resolution 

Customer shared feedback regarding accuracy of 
Captions. Apologized for incidence and thanked customer 
for the feedback and informed them that mformation would 
be shared with appropriate captioning Service slaff for 
follow up. Suggested customer document the date. tme 
and CA numberfar mote specific follow up. 

Customer shared feedback regarding accuracy of 
captions. Apologized for incidence and thanked customer 
for Ihe feedback and informed them that information would 
be shared with appropriate caplioning service staff for 
follow UP. Suggested customer document the dale, time 
and CA number for more specific follow up. 

Technical problem identified Resolulion provided by 
network vendor. 

Technical problem identied Resolution provided by 
network vendor. 

Technical problem identified. Resolution provided by 
nefwotk vendor. 

Technical problem identified. Resolution provided by 
network vendor. 

Technical problem identified Resolution provided by 
nelwork vendor. 

Technical problem identified. Resolution Drovided bv 
network vdndor. 
Technical problem identified. Resolution provided by 
network vendor 

Technical problem identified Resolution provided by 
network vendor 

Technical problem idenstied Resolullon provided by 
network vendor 
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901101z 1 

9OlLOIZ1 

90/P1/ZI- 

LOIEOI10 

- LOIS0110 

L0180/10 

LO160110 

LOlZll1O 

LOIE2110 

L018ZlZO 

LOISOIEO 

9OlZOlI- I- 

90lLOIZ1 

90111121 

LO180110 

LO160110 ____ 

LOIEZllO 

LOl8ZlZO -~ 

LO/SOlEO 
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Explained to customer why diScOnnectionlreconnection 
night occur and sent email with tips to reduce occurrence 

Sent customer information explaining the difference 
oetween a CapTel phone and a tradilional phone. 
Explained to Customer why discOnnecllDnlreconnection 
might occur and Sent letter with tips to reduce Occurrence. 

Apologized for incidence of delayed captions, provided 
explanation of the nature of captioned calls' defined 
"normalll 3-4 second delay' and asked customer to provide 
additional information on unsatisfactory calls for luflher 
investigation. 

~ 

~ 

. 

11102106 

11117106 

11117106 

11108106 

101161ffi 

06/22/06 

06106106 

phone back to gel the 
number She should know 
Nhere to find the number 
2nd also how lo transfer to 
:ustomer Service 

4gent left a strange email 
address on customer's 
answering machine 
message and didnY spell it 
out which made It very hard 
lo understand 

DisconnecVReconned 
during calls 

Sound Quality -Static 

DisconnecVReconnect 
during calls 

DiscannecVRecannecl 
during calls 

DisconnecVReconnect 
dunng calls 

Captions lag too far behind 
voice 

11121106 

11117/06 

11117106 

11108106 

10118106 

06/22/06 

06lffil06 

-banked the customer for letting us know and assured that 
he complaint would be Sent in as stated. No call back 
equested. Met with the CA concerning this issue. The 
late of which this contact was made was a day the CA 
vas neither waking nor the day before or the day aftet). 
Nithout more information On this, unable to do any fuflher 
OllOW up 

;ent customer information explaining the difference 
letween a CapTel phone and a traditional phone. 
ixplained to customer why disconneclionlreconnection 
night occur and sent email with tips to reduce occurrence. 

'rovided customer with general suggestions to resolve 
itatic sounds. 

Sent customer information explaining the difference 
letween a CapTel phone and a lraditional phone. 
ixplained to customer why disconnectionireconnection 
night occur and sent email with tips to reduce occurrence. 
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Virginia Relay 
Website 

Virginia Relay Partner: Making the Most 
of Customer-to-Business Connections 

Thank you lor learning more about Virginia Relay 
Panner Ail businesses are encouraged M join rhis new 
program !Is t ee  It only takes a minute to sign up And 
It beneflls Relay users and businesses  alike^ 

AS a business professional~ you don't *ant to pass up 
any opponunity to gain customers or make a sale Right 
now. lhousands of Virginians with hearing or speech 
disabilities use Virginia Relay 10 make phone calls nor 
only lor pieasure~ but also lor business reasons And 
rhals Were your business comes in 

It's easy to learn about Relay calls- 
Relay Partner is online! 
Any business large or small rhat is based in Virginia is 
eligible 10 join the bee Virginia Relay Panner program 



Virginia Relay 
Brochures 



Virginia Relay 
Newsletters 
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Virginia Relay - 
General PowerPoint 

8 

Making telephone 
communication easy, 

reliable and convenient 
for everyone. 

00000 Virginid Kelay 8 -I.- 
D i l l  7 I I VDDUH 



Virginia Relay 
Displays 



Virginia 
TAP 

Relay 
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Virginia Relay 
Print Advertising 
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Virginia Relay 
Relay User Advertising 



Virginia Relay 
Sponsorships 
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